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摘  要 
































At present, the competitions between companies are not only products and service 
they provided, but also including internal process and management system. As we know, 
Lean Six Sigma theory has wide applications in manufactory and service enterprises. It 
helps them improve their product and service quality and gain more profits through 
process improvement. Yet, there is little application cases in sales management. The 
thesis based on Lean Six Sigma theory. It studies Dell Call Center sales management 
problems, fix the problems caused by external environments change, the problems 
including sales productivity decrease and key talents lose. The thesis research on how 
Lean Six Sigma helps management team find ways to improve sales productivity and 
KPIs through internal resource optimization and internal process improvement. The thesis 
describes how to identify, measure and analysis problems, gives proposals to fix the 
problems and deploys the plans to solve the problems finally. It shows how the theory 
helps the business to grow. The thesis gets conclusion by the end that Lean Six Sigma 
theory can help the companies solve many problems with solid steps.  
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1 绪 论 
1
1 绪 论 
1.1 研究的背景和意义 
当今的商业环境复杂而竞争激烈，全球化、信息革命、大数据、供应链、







耗严重，这样的结果就是企业的竞争力不强。从 2001 年 911 之后的全球政治经






























         2
为一种现代企业管理的方法论，其概念诞生于 1987 的美国摩托罗拉公司，用于
提高其产品品质。而随着六西格玛的管理应用展开，摩托罗拉在五年间将其产品
质量提高近 10 倍，因而获得了代表美国 高质量奖的鲍德里奇奖国家质量奖
（1988 年），并且在次年（1989 年）获得了日本制造业的 Nikkei 奖，六西格玛
管理使得摩托罗拉取得了巨大的成功。从摩托罗拉 1987-1994年的收益可以看到：
其生产成本减少 14 亿美金；员工生产效率增加了 126%；股东价值则增加了 4
倍。之后随着摩托罗拉分享它的质量改进方法后，更多的美国公司开始尝试六西
格玛，而这其中通用电气的成功是令人瞩目的。通用电气从 1995 年开始实施六
西格玛，其结果使通用电气连续 5 年成为全球 受推崇的公司，也使得其领导人


































1 绪 论 
3
户满意度的 佳选择。通用电气领导人杰克•韦尔奇认为，六西格玛管理是“通




























 本研究涉及的公司是作为全球 500 强之一的戴尔公司，作为一家直销起家的
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